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Customer Relationship Management (CRM) is a management method centered 
on customers. This dissertation describes principles of the CRM and functions of 
related system. There is amount of customer information in the bank database. 
However, if the available data analysis system is not provided, a bank cannot analyze 
all the customer information to draw useful knowledge for the service departments 
and leading decisions. Establishment and development of the CRM is the best 
solution to the previous problems, and is the best way to improve the core 
competitiveness of a bank.  
Firstly, this dissertation puts forward the facing challenges and opportunities of 
the business banks after China joins the WTO, and describes the necessary views of a 
bank in the implementation of the CRM for researches on the development statuses of 
international and national CRM. With combining the related theories of the CRM 
(including relationship marketing theory, life cycle theory, and customer relationship 
theory), it gives the further analysis. It analyzes the current problems of the national 
bank industry, and comes up with some solutions according to the analysis. In the 
proposed solutions, one is that the national banks can join marketing activities, 
provide new service types and products, strengthen the enterprise culture, and adjust 
organization structure using the CRM system. Then, analysis on the design 
requirements and modules are carried out. Based on the current CRM status of a bank, 
the system frame solution can be put forward. In this framework, customer 
management quality is improved through the CRM customer value analysis and 
customer resource management. This dissertation gives the design scheme for the 
CRM system, including the design of database, the design of customer information 
management module. The design scheme proposed in this dissertation would be a 
valuable reference for the implement of CRM. 
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户关系管理概念不断发展和完善提供了肥沃的土壤。上世纪 90 年代末，Gartner 
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